COMMONWEALTH OF MASSACHUSETTS
DEPARTMENT OF TELECOMMUNICATIONS AND ENERGY

D.T.E. No. 99-271
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REGARDING KPM G’ SEXCEPTION NO. 9

KPMG Exception No. 9: KPMG observed that Bdll Atlantic's (BA) approach to

Domain:

KPMG Assessment:

Date of Exception:

Date of BA Response:

cdculating metrics has created mideading performance results and
that such an gpproach isincons stent with the February 28, 2000
New York Carrier-to-Carrier Guiddines. KPMG observed
these discrepancies in the calculation of PO-3-02 Contact Center
Availability (Issue 9.1); PO-2 OSS Interface Availability (Issue
9.2); PO-3 Contact Center Availability (Issue 9.3) and PR-6
Ingdlation Quality (Issue 9.4).

Performance Metrics Reporting

KPMG has concluded that “if Bell Atlantic’s metric creation
practice does not comply with the February 28, 2000 New Y ork
Carrier-to-Carrier Guiddines the reported performance does not
reflect actua operation being measured.”

May 9, 2000

May 17, 2000

Date of AT& T Comments.  June 2, 2000

AT&T Comments:

AT& T’ s position has been and continues to be that appropriate performance metrics
mugt include meansfor verifying thedata AT&T has proposed in past filings on
performance measuresin MA that amagor objective of BA’s performance plan should
be accurate measurement of BA’s conduct. To achieve this objective there must be
adequate auditing mechanismsin place. Moreover, AT& T has noted that the FCC
made clear that an ILEC' s performance measurement plan must be subject to
gppropriate auditing procedures so that parties can rely with confidence on the data
being reported. What KPMG has observed in this exception supports AT& T's
position that the BA’ s performance measures data need to be monitored until such time



that there is confidence in the manner in which dataiis being gathered and until such time
that there is confidence in the methodology being used to calculate the reported data.*

KPMG's experience in this exception is reflective of issuesthat AT& T hasraised in the
past where Bell Atlantic ddiberately or inadvertently has excluded certain critical
elements from its caculation of measurements. For example, in the early part of 1999,
BA was ordered by the NY Public Service Commission (PSC) to capture certain
elements when caculating order confirmation timeliness. In August of 1999, after two
interim orders mandating that BA incdlude these dements and six monthly performance
reports, BA stated that the issue would be resolved by March 2000. Y et another
example reates to the rgection notices measure and what was included in these
cdculations. TheNY PSC, once again, directed BA to include criticd dementsin its
caculation of ameasure. The PSC directed BA to include requests and supplements
when measuring regject timeliness. This directive was provided to BA in the early part of
1999. In August of that year BA had not yet made asingle change. A smilar scenario
existed for the caculation of the completion notices measure. Then in January and
February of 2000, the loca services market in NY felt the effects of misca culations and
BA was forced to re-run data that now would capture key factors needed for the
Mmeasures.

If BA’sdatafor MA isnot replicated on a continuous bas's, incidents such asKPMG
has reported here may soon become the norm rather than the exception.  Continuous
monitoring or CLEC problemsthat lead to an investigation may be the only way to
ensure that the measures are accurate and religble. In NY, the probability of an issue
such asthisis minimized through the use of the standing “replication team” that monitors
BA'sdaa In MA, KPMG has uncovered the issue through its replication of data
Going forward, in the absence of areplication team, CLECsin MA will haveto rase
the issue as they experience problems.

AT&T comments on saected sub-issues are as follows:

Issue9.1

KPMG observed that BA was excluding in the denominator of the metric for “% of
cals answered within thirty seconds’ the “15% of abandoned calls plus 10% of busy
cals’ required under the NY Carrier-to-Carrier guideines. AT& T has not seen this
gpecific example because BA has not provided AT& T with raw data or what is known
as“flat files’ for datareplication in the Pre-Order domain. A CLEC will only know

Y Initsfiling on Performance Measures, AT& T has noted the issues with the arbitrariness of
BA’s compliance with the Carrier-to-Carrier methodology. See, Initial Comments of AT& T
Regarding Performance Metrics and Self-Executing Remedies, filed on 11/30/99, pp. 34-
37.



that there is an issue when there are customer-affecting problems and such problems
lead to an investigation.

BA acknowledged that the two identified eements are missing and that it has taken
corrective action on one and will take corrective action on the other. For one, BA
dtates that the TISOC has ingtituted an immediate correction and for the other BA Sates
that it is working with the ACD vendor to correctly capture the “busies’. KPMG
should not rely on these promises aone given BA’ s record on complying with smilar
directivesin NY in 1999.

AT&T recommends that KPMG hold open thisissue until BA provides (i) further detall
on specifically what it has done to capture the abandoned cdls and the busiesin MA,;
(i) how it will recalculate the measure to now include these two eements; and (jii)
demonstrated evidence as to how the re-calculated measure will appear in its corrected
monthly reports.

| ssue 9.2

KPMG observed that BA excluded the metrics captured by Enview from its OSS
Interface Availability measure. AT& T has had no demondtration of thisissue but find it
suspect that the Enview dataismissng. Nonetheless, AT& T holds no confidence in the
Enview data, inthat AT&T fedsit does not accurately capture the CLECs experience
when BA’s OSS interface is unavailable. AT& T would liketo bringto KPMG’s
attention that discussonsare underway in the NY Carrier Working Group
relative to the usefulness and continued use of Enview to measure OSS
interface availability. This may have accounted for BA’s exclusion of the Enview
filesfrom this measuremen.



